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LSAB then defined' the basic eligibility
requiremeI1ts for the scholarship and
formUlated
a proposal.
By Sara M. Volmering, Education Library
After r.eceiving approval from the
WMU Development Office and the
hether it is a dash for some last
Libraries' administration, the scholarship
minute research, a quiet place
proposal was presented to tpe Friends of
,
to stu-dy before exams, or a
the University bbraries. The Friends of
- place to relax with q good book, the
.
the University Libraries lent their support
University Libraries is an integral part of
with a gen~rous financial contribution and
most students' academic lives at WMU.
promised future funding to the
Many people are needed to keep' the
scholarship.
In addition to this founding
library operating, some working behind
contribution,
donations from staff and
the scenes and others working directly
faculty fhroughout the University
with the public. Student employees make
Libraries and the related UnhTersity
up a large part of the University Libraries
community n'tade it possible to offer the
workforce. In twenty-four departments at
first
two $500 awards.
four different locations across
Twenty student employees in
campus on day and night shifts, - ,----------------......:..-----'---~
various
library departments .
~eeke~ds. and even holidays, oyer
applied
for
the first scholarships.
100 student employees stipport
.
In
order
to
apply,
students needed
library staff and faculty and keep
to meet several eligibility
the Libraries running smoothly.
requirements:
As an essential academic
Libra-ries, Each scholarship that is
awarded is a recognition and
appreciation of the good wor~" that has
been completed as student emp10yees
and is used to support, with actual
dollars, their classroom endeavors.
Initial planning for the scholarship
began in November 2009 when the ideS}
was submitted to the Library Staff
Advisory Boa!d (LSAB). After working
with various departments outside the
library and !esearchi~g the logistics of
creating such a scholarship, LSAB also
met with the Executive Committee of the
faculty to involve the library faculty and'
gain input. Additional strong support
came ~rom many areas of the Libraries. '
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service, the WMU Libraries is
heavily engaged in the education \
of students enrolled at WMU.
Articles in this and earlier issues of
Gatherings describe the library sraff
and their services that directly and
lndir~ctly ,/ supplement
and
complement the WMU academic
progrgms through many forms ~f '
information literacy. In other
w0 ds, one of the ptimary
1
purposes of the Libraries is to
enhance each student's skill
in locating and evaluating
information-in the pursuit of
degrees as well as in future
endeav0rs. At the same time,
library staff members 8lso wish to
offer a more tangible support of.
WMU's students. As -a result, in
the spring of 2010, the University
Libraries Student Employee
Scholarship
program
was
implemented and first awarded to
two student employees of the
2010 Library Scholarship Winners: -Staci Stutzman and Maria Benson.

• Must be a University Libraries
student employee:
• Must have completed 24
weeks of student employment at
the Univ.ersity Libraries.
. ' Must be enrolled at WMu in
the· semester following application
submission (excluding summer
\ I/ll).
• Must be in ,lIgood standing"
with the University.
• Must be enrolled full-time.
Although the scholarship
awards will help ease the
increasing -cost of higher
education, the applicants are
evaluated on their performance as
an employee rather- than their
performance as a student. Because
the focus of the scholarship is on
performance as an employee
r~ther than on academic success,

Continued on page 2

A Library Scholars~ip
Continued from page 1, _
there is no mil1imum GP A needed to
apply. However, students must be in
"good standing" and not on academic
probation; a 2.0. GP A is required.
A selection committee comprised of
representatives from library staff, faculty
and. adminislration, and the Friends of
the Universtty Libraries reviews the
applications and evaluates the essays and
letters of recommendation in order to
determine the recipi(mts of the awards.
..
. "
~

2010/2011 AWARDS

On -April 22, 20.10., the University
Libraries and the Friends -of the
'University Libraries hosted a reception to
:recognize -the first two ' scholarship
recipients; Maria Benson, 'from Teclu¥cal
Services, and Staci Stutsman, from Rare
Books and Special Collections:
Stutsman, a senior English major, said
that receiving the award was. an honor
and it will be helpful in her next semester.
"Having the extra money will go a long
way witlt purchasing boo~s for next
semester."
Benson, a senior English major, said
that the scholarship would help ease some
of the financial worries about her final
year. "By being awarded this scholarship,
I can ,f ocus fully on my studies wit~out
the need to compromise on buying the
books required for my courses."

'In addition to meeting the basic
requirements noted above, applicants
were required to submit a short essay and
a letter of recommendation from their
supervisors. T~e essay topic is focused on
how employment at the Libraries has
impacted the student's pursuit of his or
her degpee. The first twp winners dearly
articulated th~ value of their library
experiences on their future endeavors.
/

#1 feel very honored and
grateful for ~his opporh~nity," said
Beach, a junior interdisciplinary
health major. #Working at Waldo
Library is honestly my dream job-.
I love the quiet, the' smell and 'the
fact that I c~n help people use the
library efficiently and hopefully
change their minds about coming
more often."
"

,

#My favorite parts about
working at 'the library are the
networking opportunities it
presents, as well as the incredible
access to information on a daily
basis," Stutsman said.
Benson said that employment at
the library is great preparation for
a luture career and [that it] ,h as
created an interest in the book
industry. #1 love that my job at the
, library gives me responsibilities
that value
as a serious
employee, while at the same time
respecting my needs as' a student/'

me

On Wednesday, December 8, 2010., the
F'r iends of 't he University Libraries ~nd
the University Libraries hosted another
reception to honor the second set of
'. award winners of the Student Employee
Scholarship, Jessica Beach of Science
Reference and David McNish of Stacks.
Both Beach and McNish will receive a
$50.0. scholarship f,?f the spring 20.11
'semester.

McNish, a senior chemical- engineering
major, also expressed an appreciation for
the people that he meets on the job.
#My favorite part of working at
the library is the people. Everyone
is so nice and helpful-a better
group' of people couldn't be fo~nd
, anYwhere." ,
With ongoing finan~ial support from
the Friends of the University Libraries,' as
well as other donor contributions, the
University Libraries will continue fo
award scholarships to student employees.
Although, the number and amount of the
scholarship 'm ay vary, the -scholarship
will be awarded bi~nnually, during the
fall and spring semesters.
For further information about the
scholarship, please contact the University
Libraries administration office at
(269) 387-520.2. Donations to the
scholarship can be made online at:
, www.wmic~.edu/ foundation/ . '
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By Maira Bundza, Central Refere~ce
MU Libraries has always
provided reference services at
,
d..esks ,~throughou't
the
libraries, and 'librarians have . been
available to answer questions by '
phone-or even by "snail mail."
However, the e-mail revolution of the
1990s created a faster, more responsive
approach to anyone, anywhere, who
found a spot on the computer screen to
"ask a librarian." The Central Reference
"Department in Waldo Library first
designated a special e-maii account in
the late 1990s for patroI1questions, a~d
started keeping statistics in February
2000. -In the beginning, only
. a couple of faculty libratians handled
all of. the questions, and during the first
year onl¥ 116 qt,lestions were recorded.
As the new decade a~d century
advanced, e-mail became more andmore ,important as did the means by
which to integrate it with other reference
services. The WMU staff, as did the staff
in other insfitutions, tried , various
- systems for e-mail reference or e-ref, a~
we call it. The first need was to assure
that every public service staff member .
could monitor the system, provide
prompt answers to patrons, and easily
keep track of questions asked. In 2008,
the current public, e-ref system was
implemented for the WMU Libraries.
The Central Reference Department
serves as a primary clearinghouse since
scheduled desk staff looks at all the ,
incoming e-ref questions, answers them,
or, tr~nsfers them to a department ' (e.g.,
Access Services, the MusiC and Dance
Library, Archives and Regional History
Collections, etc.) or, to an individual who
can respond to the query more
efficiently or effectively: Periodically, in
addition, e-mails are exchanged that ask
for clarification or the question from the
person who has asked for information.
Also, on occasion, if the user is located
on-campus, the librarian may request an
in-library sess10n so that the
complexities· of the inquiry are fully
addressed.
Access to the e-ref system is found at~
httR Iisocial.library.wmich.edu I cgibin/ask/ttx.cgi. More important, almost
every major screen on the Libraries' site
has the heading: Ask A Llbraria~.
Found in obvious, eye-catching
location(s) on most library screens, this
link offers pho~e numbe·rs, instant
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and more often: the "reference librarian"
is wherever the user has ,the technology
to "connect." Smart phones, tablets, and
other mobile communication 'devices
have created a virtual reference
environment far beyond earlier
_ !!"!!c.-""", "...r.:;=-,,
expectations. At the' same time, and
,..c
somewhat contradictory, the WMU
... ...
Libraries,
especially Waldo Library, has
...... ..
r.te..i#
wn4
,.... _ lam.n. i>/U"'U _...
0""
-. _
ongoine; and increasing demands to be
."",
~
open more and more hours during the
- -..... I...·.. 111ft ..'" hI"'"''
0'''''
=.~
Utt4.:!IIlS;"Ol U/hllltl....:
periods when classes are in session........ - I""'" 1.,rall;'n_~
-e;'1IU
and especially during examination
d'·
_=.:' ............ HIl/.UIt. " " " _
periods. Dual demands, phYSical -access
'._:=_.lAIIlOlltllnUtl"
_
0'-lI"I'" _.W>l,aum,tI» _ _
p;fllt
vs. mobile' access, for diffe,ring user
_
... iIi....
_ .. _,,,,.u/OI..,..
•...
....
needs, complicate scheduling and
0
~~
,
u~
effective responses when public services
are needed ..
Once the question is opened" by the
reference librarian, it is owned"oy .that
, Who uses e-mail reference? Again,
from the statistics of the first half of
individual who is responsible ,for
2010, there is an equal split between
answering the question or transferring
undergraduate students, graduate
the query to a mO,re appropriate s't aff
students, and faculty. Each population
member or department. At least 80% of
accounts for a bit less than 25% of all ethe questions are answered within two ·
ref questions. Bu't ,' taking into
hours of rece~pt-unless the University
consideration the differences in numbers
or the Libraries is not in session. A
of each population, we can say that
transcript of the qu~stion and the
faculty use this service the most,
resp<?nse, including any follow-up
followed by graduate students, and then
information, is recorded and archiv~d.
undergrads. This is also a popular
In 9-ddition to' this institutional "ask a
avenue for channeling questions from
librarian" e-ref, individual librarians
continue to' answer questions that come
~ people outside of the current WMU
community; 5% of whom declare
to their personal e-mail .accol1nts.This is
a natural outcome. of the fact that ' tllemselves as WM1J alumni. \
We have :begun to track how long it
reference librarians also serve as liaisons
takes us to answer questions, and
to certain academic departments found
another interesting statistic about e-ref is
at WMU. The liaison listing, arranged
that these questions take much more
alphabetically by discipline, is found at
time than the ,questions, we answer in
http://www.wmich.edu/librar:y/liaison/
p¢rson, on the phone or on chat. At least
on our main site. Each entry provides a
66%' of e-ref queries take more than 15
direct link to the librarian so that any
minutes to answer, whereas overall,
user ,can personally e-mail, for example,
laurel.grotzinger@wmich.edu if rethere are only 32% of the questions
(p1::wne, in person, 1M) that take that
sources related to, for exampie~
, much time. Of the hardest questions,
philosophy or psychology are needed.
those that take over 75 minutes, we
Since the Central E.eference staff began
tracking reference answers In an online
answer :36% of those bye-mail, whereas,
oV,erall, only 8% of our questions are
system wJ1ere all library departments
participate, -some departments, e.g., the
\ answered bye-mail.
Historically, in the WMU Libraries,
Off Campus Library Services are shown
to answer almost all theit questions
there was a steady growth in the use of
through e-mail.
e-mail for questions from 2000 to 2007,
In the first half of 2010, the staff in
when the general library e-mail box
Central Reference answered a little over
r~ceived 1127 questions versus only 116
half of all reference questions coming in '
the first year. The numbers, at first, seem
through e-mail. Archives, Science
to be declining, but in 2009 we
Reference, and Off Campus Library
reesta~lished our chat service, and for
Services answer another third. Over half
the first ,few months more people were
the questions get answered' while the
asking questions via 1M Jinstant
, messaging) than e-mail. (See the article
librarian is working at a reference desk,
, elsewhere in this issue of Gatherings ·on
but most of the rest are answered in
offices, although online" library staff
1M reference by students.) Now they are
continues' to answer que,stions, in .
a150ut equal, with a small percentage
respective liaison areas, even when not
Continu~d on page 4
physicaliy in the WMU Libraries. More

messaging, and e-mail reference. The er~f link transmits the question that then
is 'chronologically listed on a screen that
. the lihrarian sees when first entering the
system through a special login.

E-mail Reference:
Another Path to Knowing
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E-mail Reference:
Another Path to Knowing
I

Continued }rom page 3..
choosing e-mail The following charts
show the use of the e-ref system over the
years and e-ref combined with 1M, with
data for only the first 9 months of,2010.

Number of E'tref
Questions per Year

- * 2010 includes only~the first 9 months

Number of E-ref and 1M
Questions per Year '
1500

Let me conclude with some personal
observati0r:ts. Answering a question by
I=-mail is different than if we see a patron
face to face, hear them on the phone, or
link in chat. Although we do ask the
questioners to identify themselves as ,
undergraduates, graduates, faculty,
. . staff, alumni, or other, we do not get the
same interpersonal cues to help us work
through q question and the level of
sophistication needed 'i n' the answer. We
do not see ,t he glimrrier of understanding '
in their eyes; or hear the frustration in
their v'oic~s. The biggest drawback to
answering e-mail questions is that we do
not have the opportunity to hold .9referen:ce interview. We can ask a patron '
to clarify a question for us, and we may
or may not get a reply, but most~y we try
t~ interpret and answer the question as it
is written.
The greatest advantage to answering
an e-mail question is that we have time
to think out acareful answer. Usually,
when working at a reference desk, we
are answering mul~iple questions "on
the fly/' and at times under pressure if
there a~e a number of patrons needing
help-or we are multi-answering. When
we have taken on an e-mail question, we
Page 4

have the leisure to consult with a
colleague~ look something up in a b,?-ok,
try numerous online· searches, or even
, ca11 an expert. Then, we 'can take time to
formulate our answer, using full
sentences rather than the chat style short
hand.
Time to intervtew, to think, to
explore, to learn, and to reflect does
provide better" answers" in almost
every instance-especially in' a world no
, longer limited in time and prace to local
collections of print and . non-print
materials. The world of information is
unlimited, almost unrestricted, and
vi~tually uncensored. For the best
information in a ~virtual world, ask a
librar,icin bye-ref.
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WRAP Up Your R~search
ne of several formalized,
instructional
interactions
.
offered by the Libraries' public
services fihrarians is the Western
Research' Assistance Progr.'!!.ll o,r WRAP
session. A researcher-student, faculty,
or staff-works side by side with a
subject librarian liaison for an extend~d
period of time. Whether the seeker ' of
knowledge is at the beginning stages of
a quest or tying up 'loose ends of a
significant study, an academic librarian
can be of great value.
'
To illustrate the. value of a WRAP
Session to, the WMU community, the
following example of the efficacy of this
service is provided. The collaborators
,were Professor M'aria Per~z-Stable,
University Libraries, and a graduate
student of Dr. Eli Rubin, HiStory.,
Professor Rubin writes:

O

"Dear Maria, '
I just met with my RA, Ryan
Storr, who is helping me this
semester and into next with- my
research for my third book oil
destruction in German cities in
WWII. He clearly benefitted a
great deal from wo~king with you
, [during a 90-minute WRAP
Session:] and I wanted to express
, how grateful I am. -

This is a really important part
of the pioj~ct and it takes an
(academic)' village for these kinds
of studies to come together, but
you' really helped him out-his
first week was highly productive.
Please let me know if there is
any other information t~at' I can
furnish you with that would
make cooperating with him
easier./I

[Permission to use granted by Professor
Rubin.]
WRAP inquIrIeS may be sent
, through Ask a Librarian or link to:
http://www.wmich.edullibrary/ask/ . .
To contact your, subject liaison directly,
check the Library Liaison Directory at:
http:// www.wmich.edu/library I
liaison/.

Instant Messaging
Reference by Stuaents
By Kate Langan, Central Reference

A

reference service, guid~lines for the
reference ~nteraction, .the best print and
electronic reference resources in different
subjects, and have physical tours of
different- parts of the WMU library
system.
The student employee is also
introduced to the idea that reference
servic~ is a type of customer service, the
same type of service one would expect in
a store between customer and employee.
In other words, reference service is
characterized by reliability, resp'o nsiveness, helpfulness, and user satisfaction.
Equally important, in ;:tn academic library
setting, is the responsibility of the library
staff to assist the customer / patrons in the
_development* of th~ir personal
information literacy, i.e., "to locate,
evaluate, and use effectively the needed
information" (ALA). The ultimate intent
of the training process is for these new
reference students to learn how to
provid~ "good" service using RDSA
(Reference and User Services Association,
American Library Association) guidelines
(http://www .ala.org I ala I mgrps I divs I
rusa I resources I guidelines I guidelines
behavioral.cfm). The study d~scribed
below provides preliminary evidence that
this learning occurs when the training is
based on professional reference standards
applied ~o the 1M medium of reference
service. The Problem Redefined. As noted, the
firs+: student training session is devoted to
the/philosophy of reference service and to
the importance of the reference interview
process. As I watched the new students
respond to the presentation, another,
more focu's ed question emerged. Are our
student employees making the connection
that reference service principles should
,
also be used in an Instant Messaglng
interaction? As noted earlier, these
students answer the vast majority of 1M
reference-questions that come to Central
Reference. Are they providing good
service? Needing actual data to answer

t Western Michigan University
Libraries, virtual reference
service, sometimes called chat
reference, has been offered via Instant
Messaging (1M) by l:lsing Meebo, a free
online instant messaging program. 1M
referenGe service started in the summer of
2008 when a Meebo widget was
embedded into the Libraries' homepage
found at www.wmich.edu/library/.
Patrons can use the 1M link to connect
directly to a library staff member. The
computer where the Meebo client is
logged in is adjacent to the main reference
desk, and, from the initiation of the
service, a student assistant has been
assigned to be the "first responder."
Seated nearby, at the main desk, are one
or two professional staff members. The
decision to staff the-1M system with
students was deliberate in that it was
originally argued that the "chat"
interchange was a commonplace skill
~among students. Furthermore, the close
( proximity of professionals would provide
skilled assistance when needed.
As a result of the staff and physical
configuration, the reference data on chat
reference for the spring semester of 2010
were not at all surprising: students
handled almost 84% of all instant
messaging transactions. Librarians
answered only 8% and the remaining 8%
were answered by paraprofessionals.
These numbers are not a bad thing in and
of themselves and do not indicate poor
reference service. However, what the
numbers do suggest is that we need to be
sure that the training of our student
reference employees on how to handle 1M
reference questions is effective. Their,
reference interactions determine how
users view the Libraries' use of chat. Are
we providing quality reference
through this medium?
Background: Hiring for Central
Reference student employees takes
place in the late summer and new
hires start their emR,l"oyment at the
beginning of the fall semester. These
students undergo an . extensive
twelve-week training process during
the first semester of their
employment. The main goal of the
process is to have the students learn
the intricacies of working in the
Central Reference department with
special empha-sis on answering
patron inquiries. Each week, for
approximately two hours, the new
Central Reference student assistants
learn the fundamentals of reference
work including the philosophy of Lauren Dovantzis: 1M Reference Assistant

that questiop, it was essential to do a
review and content analysis of transcripts
of questions already completed through
1M. That analysis provided evidence' that
our reference students, when in the
. informal chat mode, did not utilize RUSA
standards. From that documentation
came an obvious conclusion. Special
attention must be given during ' trainin~
sessions to the incorporation of the RUSA
behavioral guidelin~s as key to successful
1M as to any other mode of reference
.
inquiry. Moreover, the millenniallearrung
characteristics of the student trainees
need to be understood and integrated into
the training process.
,
Millennial Students: Workers and
Users. Many of our student workers now
belong to tp,e millennial generation (also
called Nexgen or Generation Y), those
born roughly between 1982 and 2002.
Therefore, they ' will be coming through
the ranks at the University level for at
least another decade. It is relevant that we
know how to best reach them through
training as information professionals.
Current theory and practice suggest
that the most successful way to reach
these millennial reference employees is
not only to give them the HOW of
performing
appropriately
with
technology for a reference interaction, but
also provide them the WHY. Other
factors also come into play:
• While training students, supervising
librarians also need to remember that the
students are adults, albeit young adults.
• They want to be entertained ,as they
- learn.
• They expect a 'c ertain level of
personal challenge, but work' best in
teams or in pairs.
• Sufficient time needs to be allotted
for orientation. Orientation should have
shorter modules, test and review often,
and be fun.
• Assignments should be appropriate
and meaningful, not W9-sting the student
assistants' time: -team or collaborattv,e
efforts and assignments are
preferred.
• They want their opinions to be
heard because they have the
expectation that tneir opinions
matter.
• Millennials will respond best to
an orientatipn program that IS
hands-on and moves at a rapid pace.
• Incorporating some computerbased instruction allows students to
go at ' their ·own speed ,and
acknowledges their ability to
manage informat~on
Results. Based on the analysis of
the 1M transcripts and the
knowledge of the millennial
characteristics of new student

.

Continued on page 6
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, C.0ntinued from page 5
eIflployees in Central Reference, revised
training policies regarding 1M reference
procedures were drawn up in/ the spring.
of 2009 and were' added as a profess-ional
development opportunity mid-sem~ster.
The fall class of 2009 was the first
incoming group of new Central Reference
student employees who ha9. a special
session on 1M reference policies a'n d
procedures built into , their formal
training. The trainillg is broken down into'
two major sections.
Steps 1 & 2: Training for 1M reference
. was initiated early in the twelve-week
course, but not before formal instruction ..
has ..taken place regarding reference
philosophy of service and the reference
interview. When ready for the 1M portion
· of ·t he training, the process is to walk the
students through the five-p'a rt 1M
procedure. Breaking down the 1M '
· reference interaction into s~l~er steps
makes it easier for the student to selfpolice and see if he or she is hitting all of
the b~nchmarks for a successful 1M
referE!nce interaction.
Step 3; Once the procedures have been
introduced and the philosophical
background has been explain.ed, the

, students then practice, not with live 1M
reference interactipns, but with assigned
actllal transcripts from archived 1M
s-essions. Students are g}yen several
different examples of chat referetlce
transcripts, both good and bad .ones.
Student trainees will use these transcripts
irt lieu of shadowing, but also as' an actual
trailling assignment.
The assignment is to go ·through the
transcrip\s jlnd correct them. By
correcting, the student must review and
make sure that the tone of. the reference
chat is appropriate and that the, basic,
elements of the RUSA guidelines and
"politeness theory" are heing followed.
Students can edit, delete or add
comments to the ref~rence transcript.
Usually, they work individually and then
together in pairs fulfilling an inherent ·
need to work in groups. Also, working
collabo~atively will let them share ideas
and learn different styles from each other.
Th~ students share their transcripts with
each other, which ensures that both good
and bad id~as have had a shared
di.s cussion. Students should walk away
from the assignment with la- stronger,
more complete idea of what a suc,cessful
1M reference interaction should be.
Conclusion. In order to guarantee the
same level·'of quality reference service via
1M as in person or through e-mail, the

WESTERN MICHIGAN UNIVERSITY
Dwight B. Waldo Library '
1903 West Michigan Avenue
· Kalamazoo, Michigan 49008-5353

Western Michigan University Libr~ries
implemen~ed a special policy regarding
1M reference and trained the students
accoraingly. Among other outcomes was
a revised reference training manual that is
distributed to new students. The IM/ Chat
Reference Policy and Training Guide can
be accessed 'online in the Libraries.
Contact kate.langan@wmich.edu for
additional information.
/{,he new 1M. reference guidelines:
• are grounded, in the RUSA
1Reference and User Services Association,
American Library AssoCiation) standards
~qr best practi~es for reference
interactions;
• incorporate politeness theory, that
is, strengthen skills that facilitate social
interaction and affirm that ' all parties:
interests are addressed in the reference
encounter;
• support 'valid responses, but 1M
does. not mean that the patron or staff
member is in a hurry. We have time to
slow-,down. A thorough session that gives
users what they need is better than a
has,ty session where the patron exits the'
system still needing information; and
_. iaentify and respond to the,
intricacies of computer-mediated
, communication while also keeping in
mind~ generational preferences of the
current student reference assistant.
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